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Results and/or Conclusion

Abstract and/or Background
Background: As technology advances, businesses and organizations are
moving their services online. This leaves these organizations with the task
of excelling in two spectrums that are completely different. This study
determines if clients have different expectations with regards to
communication from businesses and organizations online versus in-person.

Results
According to Kierczak, Customer satisfaction is the measurement that
determines how well a company is doing in terms of the product or services they
offer (Kierczak, 2019). According to PWC, 17% of customers will not come for
service in a company after one bad customer service experience
(PricewaterhouseCoopers, 2018). 59% will not come back after several bad
experiences (2018). 71% of customers believe that a company’s employees have
a big impact on customer experiences (2018). These numbers are not specific
about whether the experience is online or in person.

Methods: This study will be done using the quantitative research method
because it will be trying to prove a hypothesis and gather data from
surveys and statistics.
Results: The results will help organizations or businesses understand
communication expectations from both online and in-person clients. This
will make the exchange process of both online and in-person services
faster and smoother. It will also help organizations and businesses to better
train their employees in order to offer the best experience to meet their
clients’ expectations both online and in-person.

Conclusions
Customers’ satisfaction is crucial to a company’s growth and stability. As
technology advances many businesses are operating both online and in-person.
Knowing how to both satisfy clients using online services or in-person will
create brand consistency and build loyalty.

Figure 1: Employees have a significant impact on experience (PricewaterhouseCoopers, 2018).

Introduction and/or Research
Question
According to Gartner, customer satisfaction is considered as the main
competition area by 81% of marketers (Gartener, 2018). Knowing whether
your customers are satisfied or how to increase their satisfaction. This
satisfaction of products and services can set a company apart and create
loyalty amongst clients.

Future Work

The general hypothesis is that clients have different assumptions of
services they will receive when they are online versus in-person. The study
will specifically look at (a) the expectations of speed in response and
service and (b) whether the clients feel more in control of their problems
or not when in-person versus online.

1. When do clients feel more in control of their tasks
2. How satis ed are clients with the time it typically takes to communicate
online versus in-person?
3. How satis ed are clients with the typical communication they receive online
4. What are some dif culties or challenges clients face with online versus in-

Figure 2: What people value most in their customer experience (PricewaterhouseCoopers, 2018).

person services?

Methods
For this study, “services” could include items such as selling products,
Government services, and any services provided by organizations and
businesses. This research will use a survey to gather information. Survey
questions will be examining the client’s satisfaction in regards to the
community. The survey will include questions like:
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Figure 3: When do consumers stop interacting with a brand they love? (PricewaterhouseCoopers, 2018).

Gartener. (2018). Key Findings From the Gartner Customer Experience
Survey. Gartner. https://www.gartner.com/en/marketing/insights/
articles/key-findings-from-the-gartner-customer-experience-survey
Kierczak, L. (2019, January 22). 5 Reasons Why Customer Satisfaction Is
Important - Survicate. Survicate. https://survicate.com/customersatisfaction/importance-customer-satisfaction/
PricewaterhouseCoopers. (2018). Experience is everything: here’s how to
get it right. PwC. https://www.pwc.com/future-of-cx

